[image: image1.jpg]REODITCHS 0IGH:IUICL

A
WA
jio




[image: image2.jpg]Bromsgrove
Distrct Council






Bromsgrove District Council and Redditch Borough Council

Job Description and Person Specification

Job Title:

Monitoring Centre Operator
Directorate:
Leisure, Environment and Community Services
Grade: 
Grade 5 
Responsible to:
Monitoring Centre Team Leader
Responsible for:
No other employees
Strategic Purpose 

“Living Independent, active, and healthy lives”
“Communities which are safe, well maintained and green”
Purpose of the Role 
To assist in the operation of the 24-hour Monitoring Centre including CCTV, Technology enabled care calls, and the Out of Hours telephone service, providing excellent customer service to service users, internal and external customers, and members of the public. 
Main Duties and Responsibilities
· To provide a first point of contact for incoming calls to the Monitoring Centre which include calls from NEW Lifeline service users, Professionals using the lone worker system, calls to the Council outside of normal office hours and CCTV related calls, in line with the prescribed procedures and Code of Practices.

· To asses the nature and urgency of the problem reported and respond appropriately, either by taking immediate action on emergency calls, referring calls to other agencies, directing the caller to the appropriate service or logging the call for future action. 
· To assist in the completion of administrative work including incident report forms, and passing on information to relevant agencies, group customer advocates, and service user contacts as required. 
· To contact clients as required. 

· To accurately update Service User information on the computer system in line with administrative procedures.

· To programme and test Telecare equipment. Clean units returned from Telecare Service Users.
· To monitor a range of alarms covered by the Monitoring Centre and calls through the call handling equipment and provide advice or emergency responses to service users.

· To proactively control, monitor and operate CCTV cameras and recording equipment to assist in the prevention and detection of crime and the maintenance of order. Keep accurate records of incidents as they occur.

· To follow the written Procedures, and the Legislation included within it, when using CCTV equipment or carrying out other Monitoring Centre operations. 

· To liaise with the police and other security or emergency services in respect of crime or disorder related incidents, or potential crime or disorder related incidents.

· To check for, log and report faults with the Monitoring Centre equipment in line with maintenance contracts and procedures, to ensure maintenance of services at all times. Follow up open maintenance issues daily.

· To run and receive test calls as required.

·  Implement business continuity procedures.
· To monitor the safety of Lone Workers registered to the Council’s monitoring system

·  To answer, respond to and log calls made when the Council Offices are closed, often in relation to urgent council house repairs, homelessness, environmental health concerns, lost dogs and other Council matters.
· To work as part of a team and  participate as a Monitoring Centre Operator in the rotating shift system providing 24 hour cover, 7 days per week, 365 days per year.

· To hand over information to incoming operators to ensure they are updated fully on any ongoing matters, changes in procedures, and significant information.
· To protect and control the use of data, to attend court and provide evidence where necessary. 
· To be the initial contact and carry out duties as detailed within the Emergency Plan for several Councils.
· To attend Team Meetings and training sessions outside normal working hours as required.

General Duties 

· To ensure efficiency, effectiveness, and equality in service delivery. 

· To exercise proper integrity in respect of confidential matters and personal information obtained during the execution of the duties of this post. 

· To reflect the Council’s core values and objectives in undertaking the duties of this post. 
· To provide outstanding customer services to all customers, colleagues, elected Members etc in line with the “Every Customer, Every Time – Everybody Matters” strategy.  In particular by building trust, taking responsibility and assuming ownership of issues, actively listening, communicating with empathy and being flexible and adaptable to meet the needs of others.
· To understand and comply with the legal requirements of the Health and Safety at Work, etc. Act 1974 and any other relevant regulations as detailed in the Council’s Health and Safety Policy Statement. 

· To carry out duties and responsibilities under the Data Protection legislation; in particular, to take all reasonable care that no unauthorised loss or disclosure of personal data occurs.
· To undertake such other reasonable duties as may be requested. 
· To ensure that the Councils strategic purposes are met:

Specific Post Responsibilities
Decision Making
The reactive service provided by the Monitoring Centre is such that most calls to the Centre demand an immediate response.  Therefore, the ability to make appropriate decisions is required by the post holder in order to ensure an appropriate response is given. 
· To make decisions and provide advice which will safeguard the health and wellbeing of NEW Lifeline Service users, people who live, work and visit Redditch and Bromsgrove. 

· To investigate, ascertain and understand situations that may arise.

· To action an appropriate response in relation to all potential emergency situations.

Communication and Contacts
· To provide quality electronic and verbal communications to partnership agencies and other organisations daily.

· To deal with emergency and non emergency contacts from NEW Lifeline Service users.

· To make contact with others on behalf of NEW Lifeline Service users.

· To receive and respond to all telephone calls to Redditch Borough Council and Bromsgrove District Council outside normal office hours.

· To attend Court, provide evidence and whiteness testimony as and when called to do so.
Person Specification

The specific skills, knowledge, abilities, qualifications or behaviours which are needed to effectively undertake the main duties and achieve the job purpose.  These will be assessed using the information available from:
1 – Application form

2 – Interview

3 – Exercise (eg psychometric, case study, presentation etc)

4 – Evidence (eg certificate, membership card, course registration etc)

Knowledge and Experience
	
	Knowledge and Experience
	Essential / Desirable
	To Be Assessed By

	1. 
	Proven experience of working over telephone to obtain information suitable to assess a situation.
	E
	1,2

	2. 
	Experience of handling difficult people or stressful situations.
	E
	1,2

	3. 
	Experience of providing excellent customer service and understanding the key principles.
	E
	1,2

	4. 
	Knowledge of Community alarm services, Telecare equipment and the appropriate responses to alarm activation. 
	D
	1,2

	5. 
	Experience of using CCTV, producing evidence, and knowledge of principal legislation behind it. 
	D
	1,2

	6. 
	Experience of instantly assessing and prioritising demands.
	E
	1,2,3


Qualifications and Professional Memberships

	
	Qualifications and Professional Memberships
	Essential / Desirable
	To Be Assessed By

	1. 
	To hold or be willing to train to become SIA licensed in CCTV operations. This includes a DBS check.
	E
	2,4

	2. 
	GCSE Maths and English Grade 4/C or above (or proof of the ability to perform at this level).
	E
	1,4


Job Specific Skills, Behaviours and Personal Attributes
	
	Job Specific Skills, Behaviours and Personal Attributes
	Essential / Desirable
	To Be Assessed By

	1. 
	Administrative skills - ability to maintain electronic records, write reports using correct grammar, accurately log incidents, file documents and paperwork. 
	E
	1,2,3

	2. 
	Look up information, apply instructions and follow procedures. 
	E
	1,2

	3. 
	Computer literate – proficient in word, excel and outlook applications.
	E
	1,2

	4. 
	Able to make sense of visual information, assimilating facts, events and colours quickly.
	E
	1,2,3

	5. 
	Ability to empathise with vulnerable people, communicate instructions clearly and offer appropriate assistance.
	E
	1,2

	6. 
	Ability to work both unsupervised and as a member of a team.
	E
	1,2


